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T
h
e p
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m
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  O
b

se
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e
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h
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m
n
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 b
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avio
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p
 &

 C
o
n
tin

u
e’.   G

ive yo
u
r p
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b
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p
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 p
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 p
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 b
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th
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ack ab

o
u
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b
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 m
o
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Please keep
 th
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 m
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d
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h
en
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ritin
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 co

m
m

en
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o
u
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o
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e b
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b
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 b
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u
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p
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o
d
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h
a
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o
o
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th
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 th
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d
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o
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o
u
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 b
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u
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u
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ith
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o
n
th

s; id
eally, it sh

o
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 b
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 b
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d
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p
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ew
 staff m
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b
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u
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b
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 b
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evelo

p
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en
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ith
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o
n
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en
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o
u
 m
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 p
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.   

Name:      __________________    Date:        __________________    Branch      __________________ 
 
Observer   __________________    Context    _______________________________________________ 



 Start Stop Continue 
Be Approachable 
• Smile and use open body language 
• Make eye contact 
• Get on same level as the customer 
• Extend a friendly greeting   

   

Set the Customer at Ease 
• Speak in a relaxed tone 
• Accompany customer to stacks, 
       if possible 

   

Show Interest 
• Give the customer full attention 
• Maintain eye contact 

   

Listen to the Customer 
• Paraphrase back to the customer 
• Clarify areas which are unclear 
• Listen actively to the customer 

   

Probe and Verify 
• Ask open questions 
• Probe for more specific information 
• Verify that your understanding of the 
     question is correct 

   

Search for Answers 
• Find answer in first source 
• Keep customer informed of search 
     progress 
•  Offer referral when appropriate 

   

Inform 
• Speak clearly 
• Check to make sure that the answer     
      is understood 
• Cite the source of the information 

   

Follow Up 
• “Does this completely answer your 
     question?”  
• “Is there anything else with which I   
     can help you?” 
•  Close the interview with tact 

   


